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Quality service is a form of service that are provided by service providers in order to meet the needs of its 
customers. However, the Covid-19 pandemics has affected the quality of services, including the service of BRT 
Trans Jakarta. This can have a serious impact if not handled properly and can reduced customer satisfaction with 
these services. The purpose of this study is to determine the dominant factors that influence the infrastructure 
services of the Trans Jakarta BRT, to determine the quality of service on customer satisfaction performance 
during the large-scale social restrictions in DKI Jakarta. The purpose of this study is to find out the dominant 
factors that influence the infrastructure services of the BRT Trans Jakarta and to determine the quality of service 
on customer satisfaction performance during the large-scale social restrictions in DKI Jakarta. The concept 
studies used in this research are service, infrastructure, service quality, and customer satisfaction. This study 
used quantitative approach along with CSI (Customer Satisfaction Index) method and analysis of the level of 
conformity of IPA (Importance - Performance Analysis), the sampling system used were incidental sampling 
with the BRT Trans Jakarta user analysis unit during the large-scale social restrictions in DKI Jakarta. The 
results showed that the customer satisfaction index for BRT Trans Jakarta infrastructure services during the 




BRT Trans Jakarta, CSI, Customer Satisfaction, Infrastructure, Large-Scale Social Restrictions.  
 
1. Preliminary 
Severe acute respiratory syndrome coronavirus 2(SARS-CoV-2) or better known as the Corona virus 
(Covid-19), is a new type of virus that can be transmitted to humans. In many cases, this virus only causes minor 
respiratory infections, such as flu. But it can also cause serious respiratory infections, such as lung infections 
(pneumonia). This virus was first discovered in Wuhan, China at the end of December 2019, is contagious and 
spreads very quickly to almost all countries, including Indonesia. This has led several countries to implement 
lockdown policies to prevent the spread of the corona virus. In Indonesia itself, a Large-Scale Social Restriction 
(PSBB) policy was implemented to reduce the spread of the Corona virus. 
Currently the number of cases exposed to COVID-19 continues to increase, forcing the DKI Jakarta 
Provincial Government to propose the implementation of Large-Scale Social Restrictions (PSBB). The proposal 
has been approved and followed up by the Indonesian Ministry of Health in the DKI Jakarta Governor 
Regulation Number 33 of 2020 and Governor Decree Number 380 of 2020. The significant increase in new 
cases in the DKI Jakarta area has made DKI Jakarta Governor Anies Baswedan impose the second stage of 
Large-Scale Social Restrictions, or Temporarily stop the implementation of Large-Scale Social Restrictions 
during the Transition Period by issuing Pergub Number 88 of 2020, related to the revision of Pergub Number 33 
of 2020, which regulates several regulations, including restrictions on public transportation covering KRL, 
MRT, and Transjakarta. 
The DKI Jakarta Provincial Government through the DKI Jakarta Provincial Transportation Agency 
issued a Decree of the Head of the DKI Jakarta Provincial Transportation Service Number 156 of 2020 
concerning Technical Guidelines for the Implementation of Large-Scale Social Restrictions in the 
Transportation sector which regulates several regulations, such as restrictions on motor vehicle transport 
capacity and passenger seating arrangements. , transportation operating hours, as well as operating hours of 
transportation infrastructure and supporting facilities. The DKI Jakarta Provincial Government limits the 






Attribution 4.0 International (CC BY 4.0)  
You are free to: Share — copy and redistribute the material in any medium or format, Adapt — remix, transform, and build upon the material for any purpose, even commercially 
Volume 5 Number 1 September 2021 
 
2 
Transportation Jakarta, Prasetia Budi, Transjakarta will implement 4 things, namely changes in operating hours, 
then no changes to Transjakarta routes, evaluating routes that operate every two days and ensuring there is no 
accumulation of passengers at the bus stops. As well as implementing health protocols with the application of 
3M (wearing masks, maintaining distance, and washing hands) as a prevention of the spread of Covid-19. 
 
2. Research Methodology 
The research methodology is a series of activities or procedures used in conducting a study. This type of 
research is a quantitative research. The object of this research is TransJakarta BRT infrastructure users in the 
DKI Jakarta administrative area during the existence of large-scale social restrictions during the Covid-19 
pandemic by using a convenience sampling technique to collect samples. 
The data used in this study are divided into two, namely primary and secondary data. Primary data were 
obtained from Transjakarta BRT users during large-scale social restrictions in DKI Jakarta by using : 
1. Questionnaire (questionnaire) 
2. Interview (interview) 




4. Previous research 
 
2.1. Data Processing 
In data collection and processing, researchers used descriptive statistical data analysis, data collection 
techniques were by distributing questionnaires and data processing was carried out using the following tests: 
 
2.1.1. Instrument Validity Test 
Testing the validity of the research instrument is intended to determine the validity of each item in the 
research questionnaire. Testing the validity of this instrument is carried out using the Pearson Product Moment 
correlation coefficient formula with the basis for decision making if r count> r table, then the items in the 
questionnaire are declared valid. Researchers used the SPSS program in the validity test (Sugiyono, 2017). 
 
2.1.2. Reliability Test 
Reliability testing is intended to determine the level of reliability of the data generated by an instrument 
to ensure and ensure consistency of research instruments with the same concept. Reliability analysis that is 
commonly used is the Cronbach Alpha (C-alpha) analysis and with the help of the SPSS program. 
Cronbach Alpha (C-alpha) formula: 
 
Information : 
r  = Instrument Reliability Value 
k  = Number of Question Items 
  
  = Variation of Grains 
  
  = Total Variation 
According to (Sujarweni, 2014) the basis for decision making in the reliability test is interpreted as 
follows: 
1. If the Cronbach Alpha value is> 0.70 then the questionnaire or questionnaire is declared reliable or 
consistent.  
2. If the Cronbach Alpha value <0.70 then the questionnaire or questionnaire is declared unreliable or 
inconsistent.  
 
2.1.3. Kolmogorov's - Smirnov Normality Test  
Kolmogorov - Smirnov Normality Testing uses the SPSS program with the aim of testing the data used 
in research with normal distribution or not, on the basis of decision making if the significance value (Sig.)> 
0.05, the data is normally distributed and if the significance value (Sig.) <0.05, then the data is not normally 
distributed. 
 
2.1.4. Linearity Test 
Linearity testing is carried out using the SPSS program, which aims to determine whether two variables 
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1. If the Deviation from Linearity Sig. > 0.05, then there is a linear relationship between the variables x 
and y. 
2. If the Deviation from Linearity Sig. > 0.05, then there is a linear relationship between the variables x 
and y. 
 
2.1.5. Customer Satisfaction Index (CSI) 
Customer Satisfaction Index(CSI) is a method used to measure customer satisfaction. The Customer 
Satisfaction Index (CSI) can be calculated using the formula: 
Customer Satisfaction Index (CSI) = 
 
        
 x 100% 
Information : 
T = Total Value From CSI 
5 = Maximum Value On The Measurement Scale 
Y = Total Value of Interest Column 
The value of the Customer Satisfaction Index (CSI) score can be seen in (table 1). 
 
Table 1. Score Score (CSI) 
No. Value (CSI)% Description (CSI) 
1 81% - 100% Very satisfied 
2 66% - 80.99% Satisfied 
3 51% - 65.99% Quite satisfied 
4 35% - 50.99% Less satisfied  
5 0 - 34.99% Not satisfied 
 
2.1.6. Importance and Performance Analysis (IPA) 
Importance and Performance Analysis (IPA) is used to analyze data on customer satisfaction levels 
 
1. Level of Compliance 
The analysis of the level of suitability in this test aims to determine the priority scale by comparing the 





 x 100% 
Information : 
TKI = Conformity Level 
X1 = Satisfaction Rating Score 
Y1 = Interest Rating Score 
The level of conformity> 100% means that the quality of the services provided has exceeded what is 
considered important by the customer (very satisfying service)  
100% conformity level means that the quality of service provided meets what the customer considers 
important (service has been satisfactory)  
The level of conformity <100% means that the quality of the services provided does not fulfill what is 
considered important by the customer (unsatisfactory service). 
 
2. Cartesian Diagram 
Cartesian diagrams are used to determine the points or areas where customers are satisfied and not 
satisfied, the average calculation of all components of the level of importance (Y) and performance (X) is the 
boundary in the Cartesian diagram, using the formula: 
 
Information : 
X = The average level of product performance of all factors or components 
Y = The average level of importance of all attributes that affect customer satisfaction 
K = The number of components that can affect customer satisfaction. 
The following is an example of a Cartesian Diagram image and description with the description of 4 
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Figure 1. Cartesian Diagram 
 
3. Results and Analysis 
3.1. Analysis of Respondent Characteristics 
The number of respondents in this study was 100 respondents with the characteristics of the respondents 
as follows: (see table 2) 
Table 2. Score Score (CSI) 
Gender Total Percentage 
Man 48 48% 
Women 52 52% 
Total 100 100 
 
3.2. Customer Satisfaction Index (CSI) 
The average value for the level of importance and level of performance or satisfaction in each variable is 
used to calculate the Customer Satisfaction Index (CSI), here are the results of the calculations that have been 
done: 
Customer Satisfaction Index (CSI) = 
 
      
      
Customer Satisfaction Index (CSI) = 
      
           
      
= 75.54% 
Based on the calculation of the Customer Satisfaction Index (CSI), the customer satisfaction level is 
75.54%. From these results it can be concluded that the customer satisfaction criteria are in the Satisfied 
category. 
 
3.3. Instrument Validity Testing 
The data used in this test are the value of the level of satisfaction as variable X and the value of the level 
of importance as variable Y based on the level of confidence (degree of freedom / df) which is 95 percent and 
alpha 5 percent with a research sample of N = 100, obtained r table amounting to 0.165. Based on the results of 
the validity correlation test using SPSS software, it is found that R counts on all research questionnaire items, 
has a value greater than R table, so it can be said that the questionnaire items meet the valid criteria and can be 
used as an effective data collection in exploring problems that are used as research objects. , and further data 
processing can be carried out to measure the dimensions of the study and research indicators for each of the 


















Attribution 4.0 International (CC BY 4.0)  
You are free to: Share — copy and redistribute the material in any medium or format, Adapt — remix, transform, and build upon the material for any purpose, even commercially 
Volume 5 Number 1 September 2021 
 
5 
Table 3. Results of Instrument Validity Testing at the Satisfaction Level and the Level of Interest 
No   R Hitung R Tabel Hasil 
X1 0,685 0,165 Valid 
X2 0,474 0,165 Valid 
X3 0,69 0,165 Valid 
X4 0,824 0,165 Valid 
X5 0,824 0,165 Valid 
X6 0,787 0,165 Valid 
X7 0,776 0,165 Valid 
X8 0,808 0,165 Valid 
X9 0,762 0,165 Valid 
X10 0,743 0,165 Valid 
X11 0,788 0,165 Valid 
X12 0,758 0,165 Valid 
X13 0,783 0,165 Valid 
X14 0,816 0,165 Valid 
X15 0,787 0,165 Valid 
X16 0,827 0,165 Valid 
X17 0,388 0,165 Valid 
X18 0,826 0,165 Valid 
X19 0,768 0,165 Valid 
X20 0,863 0,165 Valid 
X21 0,857 0,165 Valid 
X22 0,836 0,165 Valid 
X23 0,885 0,165 Valid 
X24 0,882 0,165 Valid 
X25 0,836 0,165 Valid 
X26 0,863 0,165 Valid 
X27 0,839 0,165 Valid 
X28 0,884 0,165 Valid 
X29 0,878 0,165 Valid 
X30 0,851 0,165 Valid 
X31 0,869 0,165 Valid 
X32 0,886 0,165 Valid 
X33 0,797 0,165 Valid 
X34 0,82 0,165 Valid 
X35 0,841 0,165 Valid 
X36 0,838 0,165 Valid 
X37 0,845 0,165 Valid 
X38 0,896 0,165 Valid 
X39 0,851 0,165 Valid 
X40 0,842 0,165 Valid 
X41 0,287 0,165 Valid 
X42 0,852 0,165 Valid 
X43 0,839 0,165 Valid 
X44 0,856 0,165 Valid 
X45 0,544 0,165 Valid 
X46 0,794 0,165 Valid 
X47 0,836 0,165 Valid 
X48 0,819 0,165 Valid 
X49 0,838 0,165 Valid 
X50 0,776 0,165 Valid 
X51 0,817 0,165 Valid 
X52 0,804 0,165 Valid 
X53 0,79 0,165 Valid 
X54 0,756 0,165 Valid 
X55 0,889 0,165 Valid 
X56 0,791 0,165 Valid 
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Table 4. Level of interest 
No R Hitung R Tabel Hasil 
X1 0,674 0,165 Valid 
X2 0,553 0,165 Valid 
X3 0,714 0,165 Valid 
X4 0,88 0,165 Valid 
X5 0,419 0,165 Valid 
X6 0,773 0,165 Valid 
X7 0,796 0,165 Valid 
X8 0,779 0,165 Valid 
X9 0,817 0,165 Valid 
X10 0,796 0,165 Valid 
X11 0,793 0,165 Valid 
X12 0,766 0,165 Valid 
X13 0,783 0,165 Valid 
X14 0,807 0,165 Valid 
X15 0,792 0,165 Valid 
X16 0,816 0,165 Valid 
X17 0,769 0,165 Valid 
X18 0,854 0,165 Valid 
X19 0,772 0,165 Valid 
X20 0,864 0,165 Valid 
X21 0,861 0,165 Valid 
X22 0,821 0,165 Valid 
X23 0,898 0,165 Valid 
X24 0,857 0,165 Valid 
X25 0,868 0,165 Valid 
X26 0,873 0,165 Valid 
X27 0,829 0,165 Valid 
X28 0,855 0,165 Valid 
X29 0,881 0,165 Valid 
X30 0,842 0,165 Valid 
X31 0,878 0,165 Valid 
X32 0,913 0,165 Valid 
X33 0,742 0,165 Valid 
X34 0,826 0,165 Valid 
X35 0,835 0,165 Valid 
X36 0,84 0,165 Valid 
X37 0,853 0,165 Valid 
X38 0,895 0,165 Valid 
X39 0,833 0,165 Valid 
X40 0,841 0,165 Valid 
X41 0,868 0,165 Valid 
X42 0,85 0,165 Valid 
X43 0,839 0,165 Valid 
X44 0,808 0,165 Valid 
X45 0,599 0,165 Valid 
X46 0,826 0,165 Valid 
X47 0,846 0,165 Valid 
X48 0,815 0,165 Valid 
X49 0,863 0,165 Valid 
X50 0,811 0,165 Valid 
X51 0,84 0,165 Valid 
X52 0,782 0,165 Valid 
X53 0,775 0,165 Valid 
X54 0,766 0,165 Valid 
X55 0,876 0,165 Valid 
X56 0,792 0,165 Valid 
X57 0,753 0,165 Valid 
X58 0,706 0,165 Valid 
X59 0,724 0,165 Valid 
 
X58 0,782 0,165 Valid 
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3.4. Reliability Testing 
This test is to determine the value of the instruments used in collecting primary data from the research 
sample so that it can be said to be reliable or unreliable. The following are the results of Cronbach's Alpha 
reliability testing using the SPSS program: (see tables 4 and 5) 
 
Table 5. Reliability Testing Results at the Satisfaction Level 
Reliability Statistics 
Cronbach's Alpha N of Items 
0.990 59 
 
Table 6. Reliability Testing Results at the Level of Interest 
Reliability Statistics 
Cronbach's Alpha N of Items 
0.990 59 
 
Based on the output table above, it can be seen that there are N of items or the number of variables 
totaling 59 items with a Cronbach's Alpha value of 0.990> 0.70 for the level of satisfaction and 0.990> 0.70 for 
the level of importance, it can be concluded that 59 or all of the research items are reliable or consistent. 
 
3.5. Kolmogorov - Smirnov Normality Test  
This test uses the SPSS program with the aim of testing whether the data used in research is normally 
distributed or not. Following are the results of calculations using the SPSS program: (see table 6) 
 
Table 7. Kolmogorov-Smirnov Normality Test Results 
One-Sample Kolmogorov-Smirnov Test 
  Unstandardized Residual 
N 100 
Normal Parameters a 
Mean 0.0000000 
Std. Deviation 2.99942538 




Kolmogorov-Smirnov Z 0.074 
Asymp. Sig. (2-tailed) 0.199 




Lower Bound 0.177 
Upper Bound 0.197 
 
a. Test distribution is Normal. 
b. Calculated from data. 
c. Lilliefors Signifinance Correction. 
d. Lilliefors' method based on 10000 sampled tables with starting seeds 2000000. 
 
Based on the results in the table above, it can be concluded that the significance value of Asiymp.Sig (2-
tailed) at the level of importance and the level of satisfaction is 0.199 with the terms of significance> 0.05. So it 
can be concluded that the data in this study were normally distributed. 
 
3.6. Linearity Testing 
This test uses the SPSS program in order to determine whether the two variables have a significant linear 
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Table 7. Linearity Test Results 
ANOVA Table 





(Combined) 177574,427 72 2466,311 277,364 0,000 
Linearity 176923,851 1 176923,851 19897,025 0,000 
Deviation 
from Linearity 
650,575 71 9,163 1,030 0.482 
Within Groups 240,083 27 8,892 
  
Total 177814,510 99 
   
 
Based on the table of calculation results on linearity testing above the significance value (Sig), the 
Deviation from Linearity Sig value is obtained. A total of 0.482> 0.05. So it can be concluded that there is a 
significant linear relationship between the satisfaction level variable and the level of importance. 
 
3.7. Importance Performance Analysis (IPA) 
This test is a measuring tool that aims to measure the level of one's satisfaction with the performance of 
other parties. The steps for the Importance Performance Analysis (IPA) analysis are as follows: 
 
3.7.1. Compliance Level Analysis 
If the value of the conformity level is close to 100% and is above average, it can be said that the 
consumer is satisfied, and if the level of conformity is> 100% it means that the quality of service provided has 
exceeded what is considered important by the customer or service (Supranto, 2016). The level of conformity 
between the satisfaction performance and the importance score is 98.54%. 
 
3.7.2. Cartesian Diagram 
Cartesian diagram is used to map the variables of service quality that have been analyzed and to find out 
which service variables satisfy or do not satisfy consumers by using the following formula: 
 
After obtaining the average score of the level of importance and level of performance or satisfaction, a 
mapping of the location of each variable is obtained - each based on the Cartesian diagram in Figure 2 below: 
 
 
Figure 2. the Cartesian diagram 
 
Based on the calculations that have been made in the calculation of Importance Performance Analysis 
(IPA), the Cartesian diagram shows that the services included in quadrant 1, quadrant 2, quadrant 3 and 
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1. Quadrant I (Top Priority for Improvement) 
This quadrant shows the top priority variables that affect customer satisfaction. The variables included in 
quadrant I are: 
Variable 4  = The operational time of the Trans Jakarta BRT is appropriate as long as the PSBB 
is in place in DKI Jakarta. 
Variable 5  = The number of bus fleets provided by the Trans Jakarta BRT. 
Variable 17 = Enforcement of social distancing at bus stops during the PSBB. 
Variable 19 = The Trans Jakarta BRT implemented a policy of using 3-layer masks in accordance 
with the applicable provisions during the PSBB. 
Variable 41 = Enforcement of social distancing on the bus during the PSBB. 
 
2. Quadrant II (Maintain) 
This quadrant denotes the variables that must be maintained by the agency, because the variables in this 
quadrant are considered by the customer to match the agency's performance with what the customer expects. 
The variables included in quadrant II are: 
Variable 6  = Easy accessibility and cleanliness of the bus stops during the PSBB. 
Variable 7  = The availability of a comfortable and clean bus waiting room inside the bus stop. 
Variable 10 = The availability of cleanliness facilities in the form of adequate garbage dumps 
inside the bus stops. 
Variable 14 = There is a body temperature check before entering the bus stop during the PSBB. 
Variable 15 = There are facilities for washing hands before entering the bus stop during Large-
Scale Social Restrictions. 
Variable 16 = Availability of hand sanitizers at the bus stops during the PSBB.  
Variable 18 = There are cleaners who always clean the bus stop area.  
Variable 22 = The security of Trans Jakarta BRT users who are in the bus stops is well monitored 
by CCTV. 
Variable 23 = There are security officers who are always on standby to maintain security at the 
bus stop. 
Variable 24 = Convenience provided to users is in the form of monitoring of health protocols at 
bus stops during the PSBB. 
Variable 26 = Availability of adequate lighting inside the JPO. 
Variable 27 = The availability of CCTV inside the JPO gives the user a safe impression. 
Variable 28 = Easy accessibility and cleanliness of the JPO during the PSBB. 
Variable 39 = Completeness of facilities on the bus function properly (seats, air conditioning, 
automatic doors, passenger handles). 
Variable 43 = The availability of fire extinguishers and glass breakers on the bus to anticipate 
emergencies. 
Variable 44 = The availability of CCTV on the bus so that it gives a safe impression to the user. 
Variable 46 = Availability of priority seats for the elderly, children, pregnant women and with 
disabilities who are good and proper. 
Variable 51 = Responsibility and alertness of officers in serving passenger complaints on the bus.  
Variable 52 = Accuracy provides stop information that is passed sequentially through the audio 
speaker.  
Variable 54 = Ease of getting seats for priority passengers (disabled, elderly, children, and 
pregnant women).  
Variable 55 = Comfort and cleanliness are maintained on the bus during the PSBB. 
Variable 56 = There is a barrier between the Trans Jakarta BRT special route and the public route. 
Variable 57 = There is a portal on the Trans Jakarta BRT special lane so that vehicles other than 
Trans Jakarta BRT cannot use the Trans Jakarta BRT special lane. 
Variable 58 = There are signs for the Trans Jakarta BRT special lane agency so that vehicles 
other than Trans Jakarta BRT cannot use the Trans Jakarta BRT special lane. 
Variable 59 = There are traffic signs on a special Trans Jakarta BRT lane. 
 
3. Quadrant III (Low Priority) 
This quadrant shows the variables that are considered less important by customers and the quality of their 
implementation is normal or sufficient. The variables included in quadrant III are: 
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Variable 9  = There is a bus route map inside the stop to make it easier for users to determine the 
direction of their travel destination. 
Variable 11 = There are comfortable and clean toilet facilities inside the bus stop. 
Variable 12 = The availability of clean and comfortable places of worship that are available at big 
bus stops. 
Variable 13 = Availability of adequate first aid kits for handling if an accident occurs at the bus 
stop.  
Variable 20 = Responsibility and alertness of officers in handling emergencies. 
Variable 21 = Responsibility and ability of officers in handling passenger complaints.  
Variable 25 = Courtesy, care and friendliness of officers in handling passenger complaints during 
the PSBB. 
Variable 29 = The JPO has sufficient space to give the user a comfortable impression. 
Variable 30 = It has a number of steps that are not too many and not too high, making it easier for 
users to access the JPO. 
Variable 31 = There are sanitary facilities in the form of adequate garbage dumps inside the JPO. 
Variable 33 = JPO is free from street vendors and beggars. 
Variable 34 = Ease of users in reaching JPOs. 
Variable 35 = The security of JPO users is monitored by CCTV well so that it creates a safe 
impression on the user. 
Variable 36 = Ease of wheelchair users in accessing and using the JPO. 
Variable 38 = There is a clear map of bus travel routes on the bus, making it easier for users to 
determine their destination. 
Variable 40 = There are officers who are always on guard on the bus. 
Variable 42 = The availability of adequate first aid facilities for handling when an accident occurs 
on the bus.  
Variable 45 = There are entertainment media facilities on the bus. 
Variable 48 = The accuracy of the bus departure and arrival schedules according to the 
predetermined schedule.  
Variable 49 = Responsibility and alertness of security personnel in handling emergencies.  
Variable 50 = The responsiveness of the driver in opening and closing the bus door. 
Variable 53 = Knowledge of officers about information about the bus (delay or the bus is in 
disruption). 
 
4. Quadrant IV (Excessive) 
This quadrant shows the variables that are valued by the customer are too excessive, because the 
customer considers it not very important to the existence of these variables, but it is carried out very well by the 
agency so that it is very satisfying. The variables included in Quadrant IV are: 
Variable 8  = The availability of clear information signs such as bus stop names, lane directions, 
and bus destinations, making it easier for users to get information. 
Variable 32 = Availability of clear signposts that make it easier for users to determine the 
direction of destination. 
Variable 37 = There are clear information signs such as lane directions and bus destinations on 
the bus so that it makes it easier for users to get direction information. 
Variable 47 = The driver's reliability in driving the bus (braking and speed of driving the bus). 
 
4. Conclusion 
Based on the results of data analysis conducted by researchers, it can be concluded as follows: 
1. Based on the results of data processing on the level of customer satisfaction and interest, it can be seen 
from the results of the analysis on the Cartesian diagram, there are 5 dominant variables that influence 
customer satisfaction performance during large-scale social restrictions in DKI Jakarta, as for these 
variables can be seen as follows: 
a. Variable 4 = The operational time of the Trans Jakarta BRT is appropriate as long as the PSBB 
is in place in DKI Jakarta. 
b. Variable 5 = The number of bus fleets provided by the Trans Jakarta BRT is sufficient as long as 
there is a PSBB in DKI Jakarta. 
c. Variable 17 = Enforcement of social distancing on the bus during the PSBB. 
d. Variable 19 = The Trans Jakarta BRT implemented a policy of using 3-layer masks in accordance 
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e. Variable 41 = Enforcement of social distancing on the bus during the PSBB. 
2. The quality of Trans Jakarta BRT infrastructure services on customer satisfaction performance with the 
existence of Large-Scale Social Restrictions in DKI Jakarta is quite good, this can be proven by the 
results of the Customer Satisfaction Index (CSI) of 75.53% which can be concluded that customers are 
satisfied with infrastructure services. Trans Jakarta BRT during the PSBB. From the results of the 
research data analysis, it can be said that the performance of BRT Trans Jakarta customer satisfaction 
during the existence of Large-Scale Social Restrictions in DKI Jakarta is quite good, where the average 
level of conformity of all variables is 98.54% with the lowest level of conformity of 91.12 % with the 
variable of social distancing on the bus during the PSBB. 
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